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The changing trend to electronic device instead of manual filing system 
could enhance the collection of revenue and expedite the process. In 
fact it could help in reducing the burden and time of routine task i.e. 
checking and processing. However the acceptance level yet to be 
concern in certain area in government applications particularly in 
Malaysia. The idea of moving towards e-government in Malaysia as an 
alternative of the existing manual system started with the vision to be 
achieved in year 2020 in becoming a fully developed country. In 
rationalizing the vision, the Malaysian Government since then 
continuously spends a huge amount. Unfortunately, the huge amount of 
investment in upgrading the technology is seems to be wasted as there 
are certain operations not fully utilized the resources provided by the 
government.  
 
The evidence of low acceptance level in particular the e-filing system 
introduced by the Inland Revenue Board of Malaysia which is less than 
four per cent in year 2009 is one of the concern. Hence, the big 
question mark at this point is how could such situation turns out when 
the time for Malaysian government trying to achieve to the stage of 
developed nation is yet less than 10 years. The main objective of this 
study is to gain understanding on the gaps existed in the e-filing among 
the tax preparer. In seeking for the imperative answers, this research is 
design for the following objectives (1) to determine the level of 
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The changing trend to electronic device instead of manual filing system could enhance the 
collection of revenue (Hee, 2009) and expedite the process. In fact it could help in reducing the 
burden and time of routine task i.e. checking and processing. However the acceptance level yet 
to be concern in certain area in government applications particularly in Malaysia. 
 
E-government which is technically referring to the delivery of information and services online via 
the internet (Akman, Yazici, Mishra, & Arifoglu, 2005; Beynon-Davies, 2007; Ebrahim & Irani, 
2005; EIU, 2003) is claimed to be cost saving and improve public satisfaction  (Al-Mashari, 
2007). E-government has becomes increasingly important with the aims for better and effective 
governance together with the significant benefits including the radically shrinking 
communications and information costs, improving connectivity, maximizing speed, broadening 
reach, eradicating distance and encouraging participation of public in government (Akman et al., 
2005; Aldrich, Bertot, & McClure, 2002; J. Byrne, Deng, & Martin, 2004; Irani, Eliman, & 
Jackson, 2007; Jaeger & Thompson, 2003; WMRC, 2001). According to Banerjee and Chou 
(2004), e-government is seems to be as a tool for the government to provide information, 
services and access in an electronically easiest way via personal computers, kiosks, telephones 
and other resources.   
 
The idea of moving towards e-government in Malaysia as an alternative of the existing manual 
system started with the vision to be achieved in year 2020 to become a fully developed country. 
In rationalizing the vision, the Malaysian Government since then is spending a huge amount to 
set up the Government Integrated Telecommunications Network (GITN) infrastructure which 
comprises a nationwide telecommunications frame relay and a computing network built for the 
public sector. The application of e-government in Malaysia is successfully realized the objective 
of moving beyond the mere computerization of government. The realization of the objective is 
through the re-invent in the Government and to catalyze the successful is with the development 
of the MSC (MSC, 1997). Unfortunately, the huge amount of investment in upgrading the 
technology is seems to be wasted as there are certain operations not fully utilized the resources 
provided by the government. The evidence of low acceptance level in particular the e-filing 
system introduced by the Inland Revenue Board (IRB) of Malaysia which is less than four per 
cent in year 2009 is one of the concern. Hence, the big question mark at this point is how such 
challenges could be defeat when the time for Malaysian government to achieve the stage of 
developed nation is yet less than 10 years. 
 
The following part reviews the literature to explore the evolution of e-government undertaken by 
Malaysian government. Then, the research methodology is discussed follow with the finding 
analysis. Finally this paper is concluded with some discussion and limitation. 
 
 
2.0 Previous studies 
 
The initiatives of having such electronic information has been introduced worldwide in the early 
years in 1993 by the United States of America: Information superhighway updated with 
expanded electronic government 2001; followed by Malaysia: Electronic government in 1997; a 
year after by United Kingdom: Information age government; in year 1999 by Canada: 
Government online; and the latest in year 2000 by Singapore: E-government action plan 
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(Accenture, 2002). These five countries which are leading practices in e-government (Al-
Mashari, 2007) have introduced their vision via the named vision title and targeted on the 
government departments.   
 
In Malaysia, the initiative towards a fully information age in year 2000 onwards had been 
operationalized in a total package development. The package includes the people, systems and 
processes. The phases and approaches of the implementation have been designed in such a 
way from years to years until the nation could be fully transform from the industrial age ((Azman, 
2012; MSC, 1997). In looking forward to build a knowledge-rich society, Malaysian government 
had initiated the Multimedia Super Corridor (MSC) in 1996. The MSC is to create a high-tech 
business corridor and assist Malaysia to become a fully developed nation by the year 2020. The 
implementation of the e-government indicates the beginning of a journey of reinventing the 
government by transforming the way it operates, modernizing and enhancing its service delivery 
(MSC, 1997). Since then, Malaysian citizens seems relatively aware of the online and other 
electronic services, and in fact eager to use those new channels. Within the MSC program, a 
number of highly innovative initiatives have been launched, including the development of 
Cybercities – self-contained intelligent cities; public key infrastructure via MyKad applications – 
Employees Provident Fund and National Registration Department; MyGov portal in order to 
integrate the government services – e-Tanah, e-Consent, e-Filing, e-Stamp, e-Daftar, e-Local 
Government, e-lodgement, e-info; and SMS for checking and conformation purposes – selection 
in the National Service Program; traffic summonses record with the police department; as well 
as retrieved on voting information.  
 
The awareness however could not ensure the successful of e-government as the usage is still 
considered as low (Azman, 2012). The e-services with 35 per cent of online transaction and 10 
per cent of paperless government are considered poor as the target would be between 70 to 90 
per cent in year 2012. As for the target achievement, the pushing boundaries‟ projects, e-
government implementation is proposed to increase the accessibility, speed and transparency 
of government services through communication technology. The pushing boundaries project (e-
government) created with a target to fully implementing the key initiatives i.e. e-counter 
services, paperless government and 1Malaysia account. The e-counter services are introduced 
to increase the accessibility of services with zero face-to-face transactions. The target is to have 
services available on all devices (kiosks, personal computer and mobile) at all locations (relative 
departments and post offices) and at all channels (government portals and SMEs). Paperless 
government initiated to replace the paper archives with the digital. This would gradually 
eliminate the use of paper in various stages, meeting invitation, meeting minutes, presentation 
material, internal circulars as well as inter-ministries or -agency memos. The creation of unique 
official email account and ID is to ease all government related services. This value added 
services would speed the processing time of e-services engaged such as in e-hasil, EPF, 
license renewal, online bill payment and public record searches. In total RM211 million had 
been allocated for this project which includes the cost of maintenance, incremental storage, 
managed lifestyle, additional broadband subscription and mobile data as well as for kiosk 
connectivity and transaction fees (Azman, 2012). The huge amount of revenues put forward on 
the e-government projects could not be ignored. In fact, the transformation towards a fully e-
government transaction should be supported by all public and private departments.    
 
The initiative taken by IRB in transforming the taxpayers to the information age which has been 
actively carried out proved the support given towards the e-government. The application of e-




filing as a form of electronic submission of return form via internet support the key initiatives 
towards e-counter and paperless government. The functionality of the project is based on the 
Government to Community (G2C) initiatives (Azman, 2012). The aim of this alternative form of 
manual filing is to deliver services at higher levels of convenience, efficiency and effectiveness 
(IRB, 2009). However, the switching from returning completed return form manually to filing 
electronically is rest on a taxpayer‟s voluntary usage of e-government service. Besides the e-
filing, effort via internet application has been implemented in other services such as e-payment, 
e-stamping, e-registration and e-revenue. The main objective of such implementation is to ease 
taxpayers to meet their normal tax obligations without visiting Income Tax Office (IRB, 2009).  
 
Thus, the department could concentrate more on key administrative decisions in tax 
administration and compliance functions (Ojha, Sahu, & Gupta, 2009). The other utmost 
favorable benefits are cost effective with the total cost saving of RM6.88 per form; accurate with 
automatic tax calculation; easy and user-friendly (Chu & Wu, 2008; Filmer, 2008; IRB, 2009). 
Undeniably the system also secure with an assurance of secrecy validity and integrity via Public 
Key Infrastructure (PKI) and digital signature (IRB, 2009). In taking into account the cost and 
benefits as well as the effectiveness of e-filing, the e-filing system had been accepted and 
adopted in most countries. For instance in New York, the mandatory began in year 2005, 
Malaysia in the year 2004 and Taiwan since 1998. In ensuring the convenience in usage of e-
filing, IRB had gone through a phase of introducing, improving and maintaining their system. 
This continues effort to ensure taxpayers have no complaint and doubts on the technology 
particularly e-filing. However, the last minutes attitudes which said to be as norm (IRB, 2009) 
which yet to be changed had create problems and dissatisfaction among the taxpayers in 
Malaysia. 
 
The evolution of e-filing since it was introduced in year 2004 had been progressively improved 
from year to year. The manual filling system been changed to electronically, either printed out 
completed form and send manually to IRB (e-filling) or completed and submit the return form 
electronically (e-filing). The evolution also could evidence that huge budget had been put 
forward to successfully installed, maintained and upgraded the systems (John, 2010). 
Unfortunately, it seems that not all type of taxpayers willing to shift to the new system as 
revealed in the statistics provided by the IRB. The statistic shows that the individual taxpayers 
who having employment and business income accepted the new system (i.e. 97.29%) as 
compared to the other groups of income. The returns from active corporate taxpayers reflect the 
resistance toward the system even with the help of tax preparers the contribution is not even 
four per cent. This statistic of low acceptance among the corporate taxpayers should not be 
taken lightly as the resistance from this group could jeopardize the successful towards e-
government as whole. In addition the ignorance from this group also point out a question that 
seriously need to be answer as 99 per cent of the task completed by professional i.e. tax 
preparers.     
 
3.0  Methodology 
 
In total, there were 1,871 tax preparers officially register with IRB who were scattered in fifteen 
different states in Malaysia. However, the sample size were limited to 714 with an addition of 70 
per cent from the recommended size as according to the table suggested by Krejcie and 
Morgan (1970). In addition, the size also followed the proposed sample size by Roscoe (1975) 
as cited in Sekaran (2000) which is larger than 30 and less than 500. This is suitable and 




appropriate for most research. As for this research which applying the structural equation 
modeling (SEM) method, this sample size is fitting to the recommended size which is 100 or 
larger (Hair, Black, Babin, & Anderson, 2010).  
 
The questionnaire which is designed using 7-point Likert scale were sent randomly to subject 
via mail. In addition to that, an interview among tax preparers randomly selected in Kedah state 
were conducted to get a more comprehensive and conclusive answers. All instruments were 
adapted from literatures were modified to suit with the e-filing behavioral intention. The 
questions were designed to cover the constructs that would determined the behavioral intention 
to accept e-filing. All constructs were measured using 7-point Likert type scale anchored by 
“strongly disagree” (1) to “strongly agree” (6) with “not applicable” (7). As for this research, the 
UTAUT model has been modified and change in order to suit the situation of e-filing in Malaysia. 
Thus, most of the determinants being tested with additional factors been considered. The 
following were the hypotheses development for the research framework as in Figure 1: 
 
Figure 1 
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Source: Adapted from UTAUT  (Venkatesh & Bala, 2008; Venkatesh, Morris, Davis, & Davis, 2003) 
 
Performance expectancy as reported by Venkatesh et al. (2003) is the degree to which an 
individual believes that using the system would help individual increase in job performance. This 
variable is the most consistent predictors of behavioral intention where the more individuals 
expect the technology would improve performance, the more likely the technology introduced 
been adopted (Venkatesh et al., 2003). Hence, the same pattern and effect of performance 
expectancy could be expected in the intention to use e-filing technology. The adoption of e-filing 
system in corporate taxation would increase the performance of tax preparers in effectively and 
efficiently complete and return the return form electronically. Thus, it is predict that there is a 
positive relationship between performance expectancy and behavioral intention to accept e-filing 
in Malaysia among tax preparers. 
H1: Performance expectancy has a positive influence on behavioral intention to  
       accept e-filing in Malaysia. 
 




Effort expectancy is the degree of ease associated with the use of the system (Venkatesh et al., 
2003). This variable is considered as the weak determinant in UTAUT model because individual 
expect the technology introduced should be free of effort. Therefore, when a technology is 
perceived to require more effort to use, then the tendency to intend to use the technology would 
be decrease and vice versa. It is basically due to the perception that more effort it takes to use 
shows the less useful the technology (Davis, Bagozzi, & Warshaw, 1989; Venkatesh, 2000; 
Venkatesh & Davis, 2000). Such same effect is predicted to be on the e-filing technology where 
free of effort would improve as well as attract the tax preparers to adopt the system. Hence, it is 
propose that effort expectancy could have result in a positive relationship with behavioral 
intention in accepting e-filing among tax preparers in Malaysia. 
H2: Effort expectancy has a positive influence on behavioral intention to accept  
      e-filing in Malaysia. 
 
Social influence is the degree to which an individual perceived that important others believe that 
individual should use the new system (Venkatesh et al., 2003). The scholars found that social 
influence depict low positive relationship in the UTAUT model. This is because in a voluntary 
condition, social influence constructs are not significant. Under a mandatory condition, this 
element of social influence is seem to be significant only on early stage and turn to be non 
significant as experience increased. Meaning that as individual become familiar with the 
technology, influence from others has no effect on behavior intention. However, in e-filing 
acceptance among tax preparer, there would be or expected to have relationship between 
social influence and behavioral intention. Even though in Malaysia e-filing is on a voluntary 
basis, the social influence could indirectly influence the intention to use. Therefore, it is envisage 
that there is a positive relationship between social influence and behavioral intention to accept 
e-filing in Malaysia among tax preparers. 
H3: Social influence has a positive influence on behavioral intention to accept e- 
      filing in Malaysia. 
 
Facilitating conditions are the degree to which an individual believes that an organizational and 
technical infrastructure exists to support the use of the system. In this research on e-filing 
acceptance among tax preparers in Malaysia the focus would be on the intention and not actual 
use. Even in this case and based on the fact that facilitating conditions significantly affect the 
usage, yet the determinant is remained in this research. It is because it is believe that if there is 
intention to use any new technology or product, certainly there would be facilities and technical 
support provided by the organization to the users or adopters (Lu, Yu, & Liu, 2009). In addition, 
there is also a need to study on the importance of compatibility factor of the new technology to 
influence the new adopters. Based on the fact, it is project that facilitating conditions could have 
result in a positive relationship on behavioral intention in accepting e-filing among tax preparers 
in Malaysia. 
 H4: Facilitating conditions has a positive influence on behavioral intention to  
                   accept e-filing in Malaysia. 
 
Perceive value could be enhanced by either adding benefits to the service or by reducing the 
outlays i.e. time, physical and psychic effort associated with the purchase and use of the 
service. Thus, adding value at competitive price could give a competitive advantage to the 
service. Therefore, the more customers perceived on the benefits received from the service, the 
higher the perceived value. Whereas the more sacrifices i.e. costs need to be given in acquiring 
the service, the lower the perceived value perceived by customers. In addition customers also 




perceive higher value in the service if they perceive the quality offered by the service is greatly 
exceeding the costs needed to sacrifice in obtaining the service. Indirectly this could result in a 
great satisfaction and increase loyalty to the service. In fact, perceived value is found to be one 
of the primary factor influencing purchase intentions. Hence the same expectation is on e-filing 
system behavioral intention to use that could have result in a positive relationship on perceived 
value. 
H5: Perceived value has a positive influence on behavioral intention to accept e- 
      filing in Malaysia. 
  
 
4.0 Finding analysis 
 
In total, from the 215 respondents, the respondents comprised of male, 121 respondents (56.3 
percent) and 94 females (43.7 percent). The ethnicity distribution of the respondents is Chinese, 
128 respondents representing 59.5 percent, Malay representation of 76 percent and the Indian 
and other races representation of 5.1 percent. The average age of the respondents is 42.9 
years with standard deviation of 1.44. In terms of education level, most of the respondents hold 
a professional qualification with 34.4 percent and bachelor degree holders comprise of 99 (46 
percent) respondents. Master degree and diploma holders were each with 10 and 22 
respondents (4.7 and 10.2 percent). The respondents with certificate and the least with upper 
secondary qualification were 6 and 3 respectively (2.8 and 1.4 percent respectively). In the 
application part, majority of the respondents have three years of experience with e-filing (25.6 
percent), 34 per cent of the respondents with less than 2 years experience and 26 percent with 
five to eight years experience in e-filing. The majority of respondents who had experience with 
e-filing engaged with more than 80 clients per year (63.7 percent) or also with less than 40 
clients (24.2 per cent).   
 
The cronbach alpha of all the constructs ranged from .848 (BI) to .934 (EE) as in Table I i.e. 
above the desired level (0.70) (Zikmund, Babin, Carr, & Griffin, 2010). The reliability obtained in 
case of effort expectancy, social influence, facilitation condition and perceived value indicates 
the suitability of the items applied.  
 
Table I 
List of constructs and relative values explained 
 






BI Behavioral intention 5 .848 .746 62.77% 
PE Performance expectancy 17 .933 .900 73.01% 
EE Effort expectancy 12 .934 .916 75.41% 
SI Social influence 9 .891 .787 85.14% 
FC Facilitating condition 11 .889 .852 71.51% 
PV Perceived value 7 .884 .849 77.78% 
*KMO: Kaiser-Meyer-Olkin measure of sampling adequacy 
 
The exploring factor analysis was conducted via principal components and varimax rotation. 
The purpose is to assess the convergent and discriminant validity of the measures. The 
measurement model then was tested via AMOS package version 18 (Arbuckle, 2009). The 




confirmatory method could provide a comprehensive means for assessing and modifying the 
proposed model. In conducting the analysis, any items that do not fit the measurement model in 
terms of unidimensionality, validity and reliability were deleted or specified as free parameters. 
Items with an acceptable factor loading for the respective latent construct which is 0.5 and 
above (B. M. Byrne, 2010) would be proceed with validation. As the convergent validity verified 
via Average Variance Extracted (AVE) which is 0.5 or higher, the discriminant validity were 
checked (Table II). Any items which were correlated between the latent construct with more 
than 0.85 would be deleted and either deleted or set as free parameter estimate based on 
number of items remained in the construct if lower than 0.85. Then, the following four most 
acceptable indices were used to measure the overall model fit. The goodness-of fit indexes that 
reflect the fitness of the model were evaluated via absolute fit: root-mean-square error of 
approximation (RMSEA) with a marginal acceptance level of 0.08 and/or goodness-of-fit index 
(GFI) larger than 0.90 (Arbuckle, 2009); incremental fit: comparative fit index (CFI) above 0.9 
(Arbuckle, 2009); and parsimomious fit: normed Chi-square (Chi-squared/df) with a value less 
than 5.0 (Awang, 2012). The proposed measurement model was fit to be analyzed as the 
RMSEA=.079, CFI=.901 and Chi-squared/df=2.348.  
 
The standardized estimate obtain in SEM revealed that the predictors of behavioral intention 
explain 53.6 percent of its variance. The performance expectancy, effort expectancy, social 
influence, facilitating conditions and perceived value explained by 63.0, 71.5, 72.3, 53.4 and 
66.4 percent respectively.  
 
Table II 
CFA Result Reporting 
 
Construct Item Loading C.Alpha AVE 
PE PE1 0.814   
 PE3 0.911   
 PE4 0.848   
 PE7 0.653   
 PE8 0.755   
 PE9 0.885   
 PE10 0.772   
 PE11 0.817   
 PE12 0.647 0.937 0.536 
EE EE1 0.841   
 EE2 0.922   
 EE3 0.929   
 EE11 0.759   
 EE12 0.762 0.915 0.715 
SI SI4 0.449   
 SI7 0.892   
 SI8 0.988   
 SI9 0.958 0.898 0.723 
FC FC2 0.807   
 FC3 0.909   
 FC4 0.900   
 FC6 0.596   




 FC8 0.539   
 FC10 0.646   
 FC11 0.622 0.878 0.534 
PV PV1 0.835   
 PV2 0.946   
 PV3 0.876   
 PV6 0.544 0.858  0.664 
BI BI1 0.850   
 BI2 0.781   
 BI3 0.701   
 BI5 0.565 0.815 0.536 
         
 
Relatively, based on the results outcomes from the structural model, performance expectancy 
was the only construct that significantly related to the research hypothesis at the 0.01 level. The 
other constructs i.e. effort expectancy, social influence, facilitating conditions and perceived 
value were insignificant, although all the items from the constructs were significantly different 
from zero at the 0.001 level.  
 
5.0 Conclusion and limitation 
 
E-government is definitely a new paradigm for serving tomorrow, pushing boundaries and 
enhancing foundation. The aims of increasing the accessibility spend and transparency of 
government services through communication technology could not be taken lightly. There is a 
real challenge for tax authorities to assure the functionality of tax to determine the success for 
implementing e-government effectively and efficiently by year 2020. 
 
The main contribution of this research is to gain understanding on the gap existed in the e-filing 
among the tax preparer. In seeking for the imperative answers, given the large investment had 
been put forward in ensuring the success of e-filing in Malaysia and yet to see the acceptability. 
Indirectly, this research would contribute to the body of knowledge empirically. The existing 
information system theory would be tested in a new IT context i.e. tax e-filing. The extension or 
enhancement would certainly assist in understanding the determinant of e-filing acceptability. 
Moreover, the management policy such as government policy makers, government agencies 
and system designers also could be benefited. The result and discussion would provide 
empirical support of the reasons behind the resistant to accept the technology introduced. The 
answer for the resistant would indirectly help the authorities in achieving the Malaysian public 
sector information communication technology (ICT) strategic plan. The plan is to accelerate the 
innovative utilization and development of ICT in readiness for the ever changing service 
landscape facing the public sector. Hence, could enhance the programs initiated on service 
delivery, capacity and capability, performance measurement capability, connected government 
as well as sustainable and resilient ICT. Collectively those programs could assist towards „zero‟ 
face-to-face service delivery; paperless government; inculcating information sharing and 
interoperability; cross agency collaboration towards seamless services; government shared 
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